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ABSTRACT 
 
 
 
 
Lack of quantitative research on ICT service quality (ICTSQ) impedes the 
collection of important information to improve ICT services (ICTS). The gap 
between the assessment of ICTSQ and the implementation by ICTS stakeholders 
leads to the need for this research. Current ICTSQ studies only identify service 
quality factors and attributes for assessing ICTSQ. This research developed a more 
comprehensive framework that identifies the structure of ICTSQ measurement 
comprising ICTS components, quality factors, quality attributes and key performance 
indicators (KPIs) of ICTSQ. The framework development adopted a mixed-method 
approach. It used qualitative data gathered from a case study of four Malaysian 
universities and a survey of ICTS stakeholders within 35 public and private 
universities in Malaysia. The study focused on ICTS within the university context 
because of its important role in creating significant impacts in many areas such as 
investment, customer loyalty, profitability, and competitive advantage. The findings 
from the case studies were used to verify the KPIs in the initial framework developed 
during the preliminary study. The rubric for ICTSQ measurement was then 
developed from the qualitative study. For the quantitative analysis of survey data, 
methods such as descriptive analysis, reliability analysis, regression analysis and 
ANOVA were used to produce a more reliable framework. All seven hypotheses on 
ICTSQ proposed in this framework were tested and accepted. The analysis showed 
that there were significant differences in terms of ICTSQ among ICTS stakeholders. 
The research also developed a web-based tool for measuring ICTSQ to validate the 
framework. The performance level of each ICTSQ KPI within the framework can be 
used as a guideline for ICTS stakeholders to improve their ICTSQ.  
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ABSTRAK 
 
 
 
 
Ketandusan kajian kuantitatif ke atas kualiti servis ICT (KSICT) telah 
menghalang pengumpulan maklumat penting bagi memperbaiki servis ICT (SICT). 
Jurang antara penilaian KSICT dan perlaksanaan oleh pihak berkepentingan SICT 
membawa kepada keperluan kajian ini. Pelbagai kajian KSICT semasa hanya 
mengenalpasti faktor-faktor dan atribut-atribut kualiti bagi penilaian KSICT. Kajian 
ini membangunkan suatu kerangka yang lebih komprehensif bagi mengenalpasti 
struktur pengukuran KSICT terdiri daripada komponen SICT, faktor kualiti, atribut 
kualiti dan petunjuk prestasi utama (KPI) KSICT. Pembangunan kerangka ini telah 
mengguna pakai pendekatan kaedah-bercampur. Ia menggunakan data kualitatif yang 
dikumpul daripada kajian kes empat universiti di Malaysia dan kaji selidik ke atas 
pihak berkepentingan SICT di 35 universiti awam dan swasta di Malaysia. Kajian ini 
memfokus pada SICT dalam konteks universiti kerana peranannya yang penting bagi 
mewujudkan impak ketara dalam pelbagai bidang seperti pelaburan, kesetiaan 
pelanggan, keuntungan dan kelebihan daya saing. Hasil daripada kajian kes 
digunakan untuk mengesahkan KPI di dalam kerangka permulaan yang dibangunkan 
semasa kajian awalan. Rubrik bagi pengukuran KSICT kemudiannya dibangunkan 
daripada kajian kualitatif. Bagi analisis kuantitatif data kaji selidik, kaedah-kaedah 
seperti analisis deskriptif, analisis kebolehpercayaan, analisis regressi dan ANOVA 
digunakan untuk menghasilkan kerangka yang lebih dipercayai. Kesemua tujuh 
hipotesis KSICT yang cadangkan bagi kerangka ini telah diuji dan diterima. Analisis 
menunjukkan bahawa terdapat perbezaan ketara dari segi KSICT di kalangan pihak 
berkepentingan SICT. Kajian juga membangunkan alat berasaskan-web untuk 
mengukur KSICT bagi mengesahkan kerangka. Tahap prestasi setiap KPI KSICT di 
dalam kerangka ini dapat digunakan sebagai garis panduan bagi pihak 
berkepentingan SICT untuk memperbaiki KSICT mereka. 
